
Student Example



Student applies for financial aid.



Completes APN for subsidized FFEL loan.

Common Loan Application



Requests deferment on prior loans.



Loans disbursed. Student receives funds.



Student transfers to a DL school.



Applies for deferment of FFELP loans.



Applies for and receives subsidized and unsubsidized DL monies.



Student graduates.



Student begins repayment to lender and DL.



Student is injured in a car crash.



Student has difficulties making payments.



Student applies for forbearances with Loan Servicing Center 
and FFELP Lender.



Student receives confirmation of DL forbearance.



Student stops paying on FFEL and DL loans.



FFELP loan becomes 30 days delinquent.



Lender sends written notice to borrower.



Notice returned to lender undeliverable.



Lender initiates skip trace.



Lender unable to trace borrower through references.
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Lender reports default.



Student attempts to finance a car.

Car Loan Application



Student denied car loan.

Car Loan Application



Student obtains copy of credit report and notes default of FFELP loan.



Student contacts lender about default.



Student makes arrangements to repay loan.



Default cleared.



A single CRM solution would provide a clear picture of the Student

Application filings

Student call activity and 
call types

Student Address changes Current Loans and 
payment status  (DL & 

FFEL)

School status /          
Schools attendedDeferments, Forbearances



A single view would allow SFA to better service the student

Proactive notification  
of applications 

(Consolidated loans, 
FAFSA)

Relevant support based 
upon call types and 

communication methods

Single address 
maintenance and 

notification to FFELP 
lenders

Support based upon 
entire student Aid 

situation (DL & FFEL)

Complexity of student aid 
history

Notification to FFELP 
lenders of forbearance / 

deferments



The current functional and system infrastructure provides a silo view of the 
customer, directly impacting customer service

General Info. Direct Loan Application Web Application
Tech. Support Grant Support

Who is the customer?
How do they want to interact?

How / why do they need support?

Multiple / No CRM systems
Multiple customer records

Multiple / inconsistent response

Sub sys 1 Sub sys 2 Sub sys 3 Sub sys 4 Sub sys 5 Sub sys 6 Sub sys 7



The complexity of today’s interactions and the high service demands of its 
customers requires SFA to take a Customer-Centric View

General Info. Direct Loan Application Web 
Application

Tech. 
Support

Grant 
Support

Clear understanding of customer
Appropriate method of interaction

Proactive / relevant support

Single / All inclusive CRM
Single Customer Record

Consistent Response

Ø Ease of Access
Ø Multiple Channels of 

Communication
Ø 24/7 support

Ø Personalized Service
Ø Quick response
Ø Consistent / informed 

response
Ø Pro-active service and 

issue resolution

Sub sys 1 Sub sys 2 Sub sys 3 Sub sys 4 Sub sys 5 Sub sys 6 Sub sys 7



A single CRM system would enable SFA to provide the service expected from its 
customers

General Info. Direct Loan Application Web 
Application

Tech. 
Support

Grant 
Support

CTI (screen pops)
IVRU (automated response)

Interaction tracking 
(web, phone, fax, e-mail)

Scripting
Workflow

Issue tracking / resolution
Consolidated customer information

Ø Ease of Access
Ø Multiple Channels of 

Communication
Ø 24/7 support

Ø Personalized Service
Ø Quick response
Ø Consistent / informed 

response
Ø Pro-active service and 

issue resolution

Sub sys 1 Sub sys 2 Sub sys 3 Sub sys 4 Sub sys 5 Sub sys 6 Sub sys 7



Utilizing CRM to accomplish the customer-centric view would provide many benefits 
to both the customer and SFA

Ø Single robust CRM system

Ø More efficient technology and wider customer access 
(IVRU, Screen pops, auto e-mail response)

Ø Multiple media routed through single system

Ø Single source of interaction tracking

Ø Skills-based interaction routing

Ø Issue / resolution tracking and escalation

Ø Consistent / informed messages (scripting)

Ø Direct customers to more efficient methods of 
interaction

Ø Automated Literature Fulfillment ???

Ø Single / consolidated view of customer interactions

Ø Customer “Dashboard” to support “One and Done” 
calls (consolidated view of relevant customer 
information)

Ø Proactive support

Ø Consolidated / consistent reporting / metrics

Benefit
Customer

Service
Unit
Cost

Employee
Satisfaction


